Introduction
Information systems play a key role in the process generally described as "globalisation" and, as a consequence, new perspectives on performance measurement are emerging as new information and communication technologies are deployed to maintain cost-effective transactions across an emergent global production system. The relationship between new information technologies, globalisation and social and economic exclusion has become a focus for discussion amongst a range of social theorists (Castells, 1996 (Castells, , 1997 (Castells, , 2000 Giddens, 1999 , Ohmae, 1995 , however, this Chapter focuses on the implications of this new connectivity and observability for performance management.
The diffusion of information and communication technologies (ICTs) from the advanced economies in which they were developed to a wider range of locations has allowed global production networks to emerge. Whether dealing with manufacturing or services or any combination of these activities, performance now reflects a more openly negotiated set of measures in an increasingly networked environment. The production chains linking peripheral sources of materials with a technologically advanced core can be managed and for the first time monitored closely and continuously. This integration of information and communication technologies into 2 business processes presents the opportunity to capture data on performance at a relatively low cost.
Tapping the data streams of the value chain from suppliers through to customers offers new insights into performance and also presents an opportunity to leverage the internal resources available for performance management with those of a wide range of stakeholders. Increasingly value is added through the organisation of the data and information generated by the control and coordination of these processes, whether in high or low volume and high or low value transactions. For example, the e-business model of Amazon not only tracks each customer's on-line behaviour but also then prompts them with suggestions that may elicit further information. This both adds value to the transaction for the customer, and shapes further that customer's profile.
This approach is equally valuable in business to business relationships within the production chain, and at high value. Aero engine manufacturers now sell the power from their engines as a guaranteed output for the customer, while the real-time monitoring of these engines in use through satellite technology delivers the level of performance measurement necessary to deal with the most demanding client. However, the monitoring by a firm also facilitates monitoring of the firm by customers, and while this tension has become acute in certain sectors, ultimately it offers a redefinition of performance measures in concert with a wider range of stakeholders.
Governments, or at least those with a commitment to democratic accountability, have found that their performance at local and national level is subject to new forms of electronic public scrutiny, most strikingly (at the time of writing) in the case of the logging of 'rendition' flights on the internet and the subsequent calling to account.
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Top-down models of e-government based on traditional relationships are challenged by such public engagement. This new transparency offers advantages and disadvantages to both sides. Tax self assessment is an initiative which places a burden on taxpayers who in return expect a level of support based on their experience of 24/7 responsiveness in the commercial sector, not on their traditional transactions with government.
The remainder of this chapter sets out the wider context in which performance is now judged, and provides examples of both reactive and proactive responses to a new networked transparency
The context of new performance dimensions Dicken (1998) describes a generic production chain drawn from Porter, (1990) to analyse the dynamics of the global economy. In common with Porter's representation of the value chain the model allows the identification of the critical support activities which support each stage of value creation. Dicken separates these into flows of materials, personnel and information on the one hand and technology and research and development functions on the other. Innovative components of this system often emerge from smaller and medium sized specialist companies which in turn must take into account requirements determined by a global system. However, participants and contributors at all levels of specialisation must respond to both severe cost competition and shorter product life cycles in which to recover investment. Product differentiation and customer support can maintain demand for goods and services and maintain premium prices for them.
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Many established companies have responded to the competitive pressures on their cost-base by shifting towards the higher value end of the production chain. Such a shift makes the distinction between products and services less obvious. It also leads to an intensification of knowledge requirements since a focus at this end of the chain requires closer adjustment to cultural variation among users and customers. This pursuit of higher value activities can be seen in both new and established forms of production, as with the examples of new e-business models and established aerospace companies.
Once an organisation begins to operate in an external information space, its own performance becomes exposed to external scrutiny and benchmarking becomes an activity undertaken by consumers and consumer groups, as described by Naomi Klein 
Open Performance monitoring: cases and examples
The interaction between company strategy and stakeholder campaigns shows The high attrition rates at every stage and the need for the recovery of vast costs means that companies are searching for increasingly elusive "blockbuster" products.
There are failures in use and controversies over value, efficacy and cost. The world wide vice president of GlaxoSmithKline (GSK) was reported as claiming that most drugs work on less that fifty percent of patients for a variety of reasons (Connor, 2003) . In this context, strategies for reducing the costs of such uncertainties are sought. The strategies sought include the involvement of low cost manufacturers and the accommodation of the generic market in profit models and the use of brands to maintain the value of a drug in the face of generic substitutes.
Global electronically-facilitated pharma production networks are emerging to challenge older integrated single company chains. However, this same global 8 electronic technology has allowed the emergence of more transparent metagovernance forms with the stakeholders now including governments and regulators plus the ultimate end-users of the products.
With the advent of globalised information technology, the drug development process is increasingly forced to accommodate the concerns of the ultimate stakeholders -the users of the drugs and those with the conditions and diseases targeted by global drug manufacture.
In the developed economies, the use of certain drugs is also being monitored beyond the formal regulatory processes. 
Example II SARS Collaboration and Synergy
The campaigns around the AIDS crisis have led to an opening up of governance and Australia (Little and Grieco, 2005) .
It is clear that the big pharmaceutical companies and big governments such as the United States have become aware of the vitality of the negative image they have invited by permitting the development of institutional structures which preclude the world's poor having access to essential treatment. There is a growing awareness in business generally that the end user has the ability to organize globally in respect of product markets and in government that policies can be monitored and challenged.
The collaborative and synergistic response to the SARS outbreak and the continuing collaboration over a potential avian influenza pandemic demonstrates that a positive response to initially threatening interventions can be advantageous, and that ICTs have revolutionised the speed and extent of such collaboration.
Example III: Aerospace: inclusion and incorporation
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Aerospace is a sector in which the external perceptions of stakeholder have been incorporated in to the product development cycle to improve performance and sustain relationships. This phenomenon is more often associated with customer engagement in fashion oriented consumer goods and has grown from a model of 'viral marketing' in which information is distributed surreptitiously through the social networks of potential customers (Kharif, 2000) .
Boeing has a history of successful incremental development within successive technologies (Gardiner, 1986; Little, 2004) The impact of computer-aided design on the cost of development is evident in comparison between its products from the nineteen-seventies, such as the Boeing 757 airliner with the nineteen-sixties 727 model. By the nineteen-nineties, the design programme for the Boeing 777 model was highly dependent on integrated computer aided design systems which allowed significant savings in development time, and reduced the need for physical models and prototypes to a minimum (Sabbagh, 1995) .
The relationships between aerospace manufacturers and aircraft operators have been close for decades, the development of aviation milestones such as the Lockheed Constellation and the Boeing 747 Jumbo Jet were instigated by key customers. The
Boeing Company has distributed elements of both manufacturing and component production to target markets, with for example Japanese and Australian contributions providing risk-sharing and promoting buy-in. Airbus, as the principal rival to Boeing is now moving to establish an assembly line in China, currently the major growth market for mid-sized commercial aircraft (Matlack, Holmes and Balfour, 2006) .
However, as with the emerging networked pharmaceutical production system, there has also been a shift in the understanding of the relationship between prime and subcontractors and customers. A combination of an increasing variety of leasing arrangements and the deployment of satellite technologies now allows the real-time remote monitoring of aircraft in flight. As noted earlier, this has led to new forms of customer support, and a refocusing from sales of aircraft, aero engines and spares to the support of "power by the hour" in order to capture a more stable income stream.
The Boeing "world design team" is a concept that extends the relationship with traditional stakeholders to the end users of the company's products, including frequent flyers, accessing an additional perspective on performance 5 .
In addition to assembling some 35% of the new 787 from its plants around the US,
Boeing also draws upon key foreign companies, both in their home locations and, in the case of Toray, a former textile company now expert in new generation composite materials, in their U.S. based operations. The software necessary to the coordination of these complex contributions is also a joint development with Dassault Systemes of
The aerospace value chain has developed to capture suppliers and customers and to enrol both into the performance management system. At the same time the extension of the electronic coordination developed for manufacture to the broader user base allows the incorporation of customer feedback into the design system itself.
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Conclusion: performance as the managing of presence and expectations When Manuel Castells described "informational politics in action" (Castells 1997 p.333) he was concerned with one aspect of globalisation, the reliance on simplified This co-option of potential criticism and its incorporation in performance monitoring represents a more robust response which fits with Bray's formulation of a "New public relations" (Bray, 2006) . This allows communication to the stakeholders from the workers directly involved in an issue, relying upon their understanding of the company's goals and values to shape their presentation. Control is replaced by monitoring and mentoring in order to achieve a more direct and honest engagement with stakeholders
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An organisation adopting Bray's approach faces two challenges. The first is to identify and interpret the external responses and reactions that reflect an adverse external d perception of the organisation. The second is to identify and lead appropriate changes in corporate objectives and emphasis that will meet such a potential shortfall in performance and legitimacy. The research challenge of these changes in practice is to develop means to capture effectively diverse grassroots initiatives and to track changes in corporate systems which would allow meaningful access to stakeholders within the dual constraints of commercial confidentiality and data protection legislation.
